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£OUTH AUSTIN COALITION COMMUNITY
COUNCIL, NORTHEAST ANSTIN
ORGANIZATION, NORTHEWEST AUSTIN
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vs.' 86-0046

COMMONWEALTH EDISON COMTARY
Zomplaint &s Lo Respcndent's
discontirucnce and abandcnnert

of its offica at 305% wWest Folk
Screet, Chicago, Illineis.
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ORDER
By the Commissicn:

On Pebruary 13, 1988, Sourh Austin Coalitiorn Community
Council, Northeast Austin Organization, Northwest Austin Council,
and Concerned <Citizens of West Garfield ("Complainants®) filed
their verified compluint with the . Illinois Commerce Commission
{"Cormission”) against Commonwezlth Edison Company ("Respondent")
complaining ¢f Respondent’s intent to close its office at 5029
West Polk Street, Chicage, Iilinois {"Polk Street Qffice}.

Cnn March 14, 1986, Respondent £iled a Metion to Dismiss in
which it aigued that "service® incliuded only those activities,
facilities, or apparatus physically involved in the provision of
tne service for which a otility is certificated; that the
decirion tc consolidate the cperations of the Polk Street office
with the operations of cther offices is a business decision not
demanding of Commizsion review; that the health, safety, and
convenience cf Respondent's customers will not be adversely
affected by a consclidation of the Polk Street office with thae
other coffices; and that the conselidaticn of the of fice
operations will resuylt in more economical cperaticns vhich is
consiastent with directions of the Commissicen given earljer in

other Commonwealth Edison Company dockets.

Pursuant to rnotice given in accordance wikh the law and the

rules and regulations of the Commission, the matter came on for
rearing bafore a duly authorized Hearing Examiner of £fhe
Commission at ilts Chicage officss on March 17, 1586,
Cowplainants and Respondent were represented by counsel, It was
determined that ontil = response to the Motien to  Dismiss had
been made by Complainants and the Commizsion had -uled upon th=
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‘Motion, no datz requeshi/responses would be entertaired by the
partiss, ' S

Complainant's response to the Motion to Dismiss was filed on
April 2, 198 and argued in pvart that the clesing of the Polk
Street will endsneer the safety anéd health of Respondent's
custcemers due to the increased difficulty in obtaining'adeguate
custoner service and will subdect the customers to. the  greater
poesibility of disconnections; that Respondent's Ffailure to seek
or obtain Commission approval for the closing of the Polk St:reet
affice wiclates Sectiosn §-538 of The Public Ukilities ict
{"Act®), which requires Commvission approval for abandonment or
Giscontinuance of sezvice; that the closing of the office
violates Sections 8~101 and 8-501 of the Ac: which require
utilities tc provide such sarvices and facilities as will promote
the safety, he2lth, comfort, and convenience of its patronz.

The Commission :in conference on May 14, 198€&, denied the
Moticn to Dimmiss and ziso denied the requests for cral argument
made by the parties at tha Marek 17 hezring.

Heerings were resumed and testimony and evidence  was
rresented by the parties on May 12, July 13, Rugust 22, and
October 2, 1986, The record was marked "Heard and Taken® at  the
conclusion of the Ocrober Z hearing. Post-hezring briefs werea
filed by the pacties and a request for oral argument renewved by
the Complainants was granted, Oral argument befcre the
Commissicn, gn bane, Ltook plaze on . The
Exariner's Proposed Order was served on all parties, anéd briefs
and exceptions, as filed, were censidered herein.

Complainants are members of community organizations, namely:
South Austin Cpalition Community Council, YNortheast Austin
Croanization, Herthwest 2ustin Council, and Concarned Citizens of
West  Garfield, Membership in the named organizations is
approximately 4,000 in the aggrsaate. Complainants allege that a-
substantial portion of the populstion served by the Polk Street
office are 1low or lower-piddle income families, minorities,
non-English speaking, elderiv, por illiterate persons and
constitute 2 community &t risk in regard to loss of business and

community services,

Respondent coperates customer service offices at 5059 West
Polk Strest, the subdject office, 3500 WNorth California Avenue
("Northside office"), 7601 South Lawndale Avenue ("Southsida
office”) and 1313 South . Pirst Avenue in Mayweod, Illineis.
Respondent alleges +that the offices other than the Polk Street
offjce ara within "relatively sasy reach of residents of_the ares
within Chicago Central.," Respondent further .EAIEQES a
aicnificant savines will be accomplished by consolidation of all
services &t Polk Streer with the operations of the Northside and

Southside offices.
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Pursnant to Sectipn 200.65%0 of the Conmmission's Rules of
Przatice, Complainants called four adverse withesses, the first
of whom was Robert J. Manning, Vice-president/Division Operaticns
of Respondent. HNr. Manning testified that the Polk Strees office
has £five departments, nanely: the Operating Departnent -
responsible  for engineering, maintenance, underground
digtribution systems, substation operzting power supply to the
division distribution  system. and the records management
associated with these activities; the Commercial Area -
responsible for all custoner secvice, marketing and metering

activity. The Commercial Area’s activities include telephone

Pill payment, ' <redit, bill adjustment, customer contact
administration, promotional activities, meter inseallaticn and
testing activities., Tha Industrizal Relations. department manages
employee records, the medical department, and the Ffood sgervices

‘arga: Division Sarvices oversesas transportation, stores, and

building service cperations; &and finally, the Comrunity Affairs
dspartment  which manages activities with civic grouvps and
govarnmental organizations.,

Through examination, Complainants’® introduced & respon=e to =
data request later admitted in evidence as Ccmplzainants' Exhibic
7, which provided a breakdown cof information regarding the number
of ~ coustomers u=zing =2ach o¢of Reapordent’s facilities for a
particnlar customer service, i.e., light bulb transactions, check
stub payments, cash stob payments, and ¢ustomer interview. This
Fxnibit revesled that in 1985, there were 323,250 more
transactions at the Polk Street o¢ffice than at the Sputhside
office. - Data were sathsred from the years 1983 through 1985 and
for the first five months of 1986. Usage cf the Polk Street
of fice has increased in all of the four categories each year and
the +total traffic has increased from 524,251 in 1983 %o 598,814
fn 1985, the las: full year for which there are figures, 1In the
first five months of 1986, the total vigits had reached 249,212,

Complainants alsoc introduced into evidence 22 Exhibit B, a
memorandim over the signature of Mr, Msaning notifying certain
employees of Respondent of their appointment to & Chicago
nivision Consclidation feasibility task force. The task force's
purpeses will be éiecussed in the summarization of Respondent's
dizect testimcony,

Complainants next c¢alled William J. Cormack, Division
Vige-president/Chicago Hozrth Division, formerly
Vice-prasident/Central Division, and now responsible for both

ffices. A flow cnart, entered into evidenca as Complaingnt‘s
2xhibit 9, was Jeveloped by the Uivision Manager of Projects
showing the scheduled activities for the completion of
construction at the Northside office and the move of the Polk
street office to the Northside office. Moves had been cempleted
o the Northside office as early as Rpril 23, 1988, The

ZaoT
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HMarketing Department had been mcoved as of April 28 and persornnel
therein reduced, The Merer and Storage Restoration Department
was schedulied for physical transfer con June 23, 1986 and as of
the date of Mr,. Cormack's testimony, July L0, the scheduled move
had taken place, Mr. Cormack testified that the Engineering
Department was physically merged within the Northside office on
May 3%, 1966. Operational analysis was shown to be scheduled for
phvsical werger in mnid-1987 but personnal were . already
interchanged withr the Worthside office. There was further
discussion of interoffice memoranda which indicated that tasks
and activities were ongoing with the intent of completing the
consolidation process cn schedule, that {is, ezrly 1937, Dpon
examination &by Respendent's counsel, Mr. Cormack indicated that
the portions of the Polk Street office whith had been moved had
cauvsed nc desrimental effect on the services previously provided
to zhe Polk Street office's tlientele.

Jorn <. Bukovski, BAssistant Corporate Vice-~president of
Respondent and chair «f ¢the task force-feasibility srudy
regarding the c¢loging ¢f the Polk Street office, tastified that
the purposes of the task force-study are contained in an oukline
entered intoc evidence as Cemplainant's Exhibit 13. Goals and
objectives included determination of the performance goals and
rescurces needed over the next £ive years to provide reliable
elactric serviece In Chicago without sacrificing the guality of
service rrovided befcre closing of the Polk Street office,

Ernest F, Wayman, Commercial iManager at Respondent s
Sputhsida office, tastified that he was appointed to a task force
to gtudy Customers’' nezeds. A c¢ustomer survey, admitted into
evidence as Complainant ‘s Exhibit 15, was conducted at
Hespondent's offices for five weeks, from May 15, 1986 te June
13, 1986, in order to assess customers' needs and to reassure
tnem that the closing of the Polk Streat office would in no way ‘
diminish the guality of serviece now provided.

Closer examination revealed that the survey was taken for
rparts of two weeks and rhree full weeks. The tally sheets were
incorrectly used and the value of the survey was not immadiately
made apparent by the testimony, Counsel for Complainants
expiained that the results indicated that a higher percentage of
clients of the Polk Street office used the facility for payment
of their bills than did at the obther two offices. Purther .
examination of Mr, Wayman rzvealed that 97.3%, 84,.1%, and 72% of
the customers visited Resgpondent‘'s offices for bill payment at
+he Polk Street, Northside, and Southside offices, respectively.
This interpretation of the data was not disputed by Respondent.

Mary Johnson~Velpe, Executive Director of the Northeast
2ustin Orgenization, Roberta MeCalleb, Secretary of‘the Concgrned
Citizens of West Garfield, Lecla Spann, Acting Director of the

CE 003605
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Northwest Aurctin Councii, and FRobert Vendrasek, Executive
Divector of the Scouth Austin Cealition Community Council
{"SACCC®) were next callsé =% vitnesses for Complainants. The
first three witnesses testified as to the neighborhond boundaries
aof their respective crganizations, tha nakure of the
neighborhcods! conctituencies, the rorposes of their
organizations, and their crganizations' interests in this case,
All of the groups serve west-side neighborhoods, serve low and
lower-middle income tesidents, and eare concerned with the
improvement of c¢eondivions in their cemmunities with particolar
emphasis on housing, crime sgrevention, nustritior, and energy,
~All of the groups have mepkers who use the Polk Street office.

Mr. Vondrasek testified as to his education and experience as
a community organizer apd his responsibilities for overall
administration of SACCC including planning, coordination, and
direction of activities, specifically problems in bousing and
utilities. it . Vondrasgek alsc conducted a survey on use of the
Polk Street office. The survey was conducted in front of the
Polk Street effice entrance on Jdune 24 and 25, 1986, for
forty-five minutes esach day. The survey indicated that customers
now using the ©Polk Street office would have to travel to the
Socuthside office or thes Nerthside office for service, dJdistances
of nine miles and five miles, respectively. Round trip by car
would take Iror 453 to 90 minutes, depending on traffic. Travel
on publi¢c transportation would reguire transferring and would
take from 90 minutes to two end ocane-half {(2%) hours ground trip.
¥r. Vendrasek also exprassed concern abocut the safety of travel
by predominantly black residents of  South  Austin  into
predominantly white areas on' the north or south sides. He
teztifisd that increzsed travel time and exXpense would be &
hardship for many of the low-income customers who use the Polk
Streat office. Mr., Vondrasek considers it likely that there will
be increasa2d numbers of disconnections from electrical service if
custcmers are deprived of convenilent access o a customer service
cffice where they can personclly discuss and negotiate problams
with .their bille,

Complainants concluded their d¢irect case and subsequently
filed a Mction to Strike, a Moltion to Cempel, and 2 Motion for
continuance. The ¥otion for Continuance reguested postponement
of the presentation of Reszpondent's direct case on Aagust 24,
1985, due to Respondent's failure to respond in a satisfactory
manner to Complainants' fThird Data Regusst. Complainants also
filed a Motien to Strike parts of Respondent's prefiled direct
testimony as irrelevant to Complainant’'s asgertion that
abandonment of the Polx Streat office will unjustly jeopardize
the safety, health, comfort, and convenience of customers ser?ed
by the cffice. Mcs:t of Respondent's direct {estimony corntains
assertions abont Respondent's austerity program znd its atbtempt
to reduce expenses. Complainant's congsider this testimony as
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irrelevant to the lssue of whether Respondent sought appreval for
the abandonment of thes Polk Street office and irrelevant ¢ the
effect on the safety, health, comfort, and conveniance ¢f the
customers served by the Palk Street office. In the alternative,
Complainants in their Motion to Compel moved for Complete ansvers
pertaining to the ressults of 1its austerity program and its
artempts tc redoce expanses. Finally, since these matters were
onresolved, Complainants woved for a coontinugnce until such
resolution Doy striking the testimony allegad to be irrelevant or
wompelling Respondent to respond te¢ the data requeat, avl
maotions wers denisd by the Hearing Examiner irn the interegts of
early resolutien ¢f the entire case, the stated goal of cthe
pacrties and thiz Commission. Hearings continued wich tha
presentaticen of Respendent's direct case. Complainants declined
to seek interlcocoutory review of the Examinet’s rulings.

In Réepondentis direct case, Mr, Marning again took the stand
and testified abcut Respondent's austerity progran, & progranm
designed to reduce ¢perating and maintensnce ("0 & M*} budgets.
Key provisions of the program included zeroc growth in O & M
budgets, no salary increases for upper and middle management, no
overtine pay f£or management personnel, consciidation of division

; cperations where feasible, a hiring freeze for all bargaining

; unit and management positions, negotiations with labor unions to

: stimulate more efficient work practices, elimination of all
formal conferences, and use cof company property for all regular
intracompany meetings. The prodgram was established largely as a
result of the recognition by both the Commission and Respondent
that Respondent’s expenses nmust be reduced, :

Cn c¢ross—examination, Mr. HManning had not reliied upon any
s-udy or analysis ol the percentace ¢f customers in low income
neighborhoods wilc have phones in their homes, though Respondent
ig operating under the assunpticn that reductions in face-vo-face
contact with customsra wili be replaced by telephonic
communicatiens. There was slso no study or analysis of the
efficacy of the performance of pay agents in their dealings with
customers. HNo comparative study was done of the performance of
pay agents as oppeosed to the tellers in Respondent’s offices,
Mr, Manning also zesponded to itguiries <2cbout & customer
relations osurvey which was undertaken to determine custorer
impressions ané attitudes of how Respondent performs its services:
since the c¢ustomer is the £inal arbiter and the customer's
perception, right or wrcng, of how service 1is provided, |is
¢ritical,

Respondent's secand wWitness, John €. Bukovski, Assistant
Vice-president, testified that he wis appointed Chairman of the
Task Torce to evaluate the feasibility of conselidating division
sperations in the City of Chicago. The study was performad to
determine 1if division consolidation would contribute to an

CE 003607
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overall effert by Respondent .to reduce eXpenses and improve
operating efficiency. The study showed an average annual 2avings
of $14.5 million would be rezlized if the three existing <Chicago
Divisions were conseclidzted into two. 1t was determinaed that the
.consolidation would be accomplished over 2 onpe and one-half year
phase~in period and would require a net capital investment of
less than 55 million. There is sufficient unimproved space at
the Northside office to accommodate the increased work force
while there is no available space for expansicn at the Polk
Street office. The task force determined that transactions made
by customers ia perscn at the Polk Strest office could be made
mere conveniently by either mail, telephone, or through
Respondent's agents, It was not recommended by the task force
that the Pclk Street office be retained. An informaticoral
program would be undsrtaken for the customers of more convenient
-ways to transact bpusiness with Respondent. Provisions for
increased traffic would be made at tha other offices. '

Consideration was given to closing the Northside office and
consolidating the othar two. Due to the lack of expandable space
at Polk Street, this was impractical. 1In addition, selection of
the South and Norrhgide offices providad better geographical
coverage. The work leoad will be distributed te the Northside and
Souchside offices in porticns of eighty percent (80%) and twenty
percent .(20%), respactively,

Mr. Bukowski also testified on crogs-examination that ten
percent .{10%; of its customers come in to pay bills while ninety
percent {°%0%) pay through agents or by mail. Ipformation may he
acquired by telephone but there was. no Iinformation from Hr.
Bukowski as to the number of pecple served by the Polk Strest
office who have telephcnes. Eowever, Mr, Bukowski stated that
the level e¢f guality of service would remaln stable, according to
the task force study, despite the closing of the Polk Streest
office, . _

Complainant's counsel then turned to cross-examination of
this witness regarding expense reduction which would be brought
about by closing the Polk Street office. Mr. Bukowski teztified
shat all costomers, not just residentizl customers, should feel
the effacts of a decrease in expenses and expenss redoction coulcd
forestall the regnirement of & rate increasse request.

Respondent indicates that the Peolk Street office will be
sold, leased, or mothballed should it receive Commission approval
to close it. Mothballing is the worst case scenario but disposal
of the building does not appear to have entered into Lhe
calculation of a §14,5 milliorn saving vergus §5 millienm for
preparation of the North side office.

GE 0b3808
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. in preparing the South and HNorthside offices for the
increated worklead, the task fcrece attempted to gquantify the wark
nf the Folk Street office by category. Telepkone calls' were
easily mreasured, amounting to 2,400 calls per day. Seventy-five
percent {(75%) of the calls will be allocated to the MNorthside
gffice and twenty-five percent {(25%) to the Southside office. In
the arez of Credit, which involves field persoanel, it was not as
easy to guantify customer need. However, it {s known that the
Polk Strezet office generates fifty percent (50%) of the £ield
credit work with the North and Seouthside ocffices generating
twenty-three percent (23%) each. Lobby personnel will decrease
by only cne person at the Northside office since there will be 2
redigtribution of Jokby personnel’s worklead rathsr thar an
eliminaticn of it.

2t the final hearing, subsecyent to receipt of their prefiled
tect imony, Respondent cross~examined the two rebuttal witnesses
prasented by Complainants. The £Efirst, DBetty L. Williams,
Assistant Tirectuer of  the United Charities of Chicago and
Directer of its Socisl Folicy Department, testified to her
education and axperience, both a5 a social worker and as =&
witness before various legislative cemmittses., The purpose of
the tastimorny was statzsd to be the rebonttal of sghtatements and
conclusions in the testimony o©f Messrs. Manning and Bukowski
regarding the impact of the closing of the Polk Streer ocffica on
residents of ¢the area, especially low-intome persons who rely
npon the services provided by the office, Respondent's views of
a stable level of gquality of service were viewed as unrealistic
by Ms., Williams.

Ms. Williams, using 1980 census data testified that in the
area ¢f Chicago bounded by Nerth Avenue, 3%th Street, the Chicago

River, and€ the western boundzry of Chicage, 39 percent of persons-

over age 25 had not completed the eaighth grade, 31 percent had
incomes below the federal poverty leval, 10 percenct speak little
or Tno English, and =even percent (7%) are age sixty-five {65) or
cover. It is considersd that these persons need convenient access
£¢ customer Service faclilities more than most customers. Low-
and fixed-income persaong have lijttle flexibility about how or
when to spend their limited resources. FElderly customers may be
haré of hearing or have difficulty with their eyesight, making
telzaphone conversations frostrating and unproductive. — The
jlliterate may not be able to read their bkills or other notices
and would be unable tc write down instructions or names. Similar
probleps would be encounterad by those not fluent in English or
Spanish. Low~inccme, illiterste, and elderly pelsons therefor§.
perceive that they are more likely te negotiate effectively in
person than over the telephone and to a large extent, this
perception is well-founded. Of course, in order to pay bg mail,
= custcrer must have a checking account or pay the requ:ged feea
to purchaze a money vrder. For special arrangements, service by

Boiz
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mail is of no use to the customer. In additicn, sars and gas
money are nst readily available tg low-income customers,, Bus
fare 'is a drain on sparse pocket money, nat to mention the faras
necessary for children or child care costs, The elderly and the
disabled have dJdifficulty traveling by bus and endure the danger.
of carryving cash cover long cistances on a trip that takes
approximately two hours roundtrip. !

. On cress-examination, Ms., Williams had nct visited the Polk
street office, put based her testimony on her familiarity with
the Westside from previous experiences there. No sStudy had been
done as tc whether or not public pay phones ‘were typically
damaged and whether <their use involved some personal danger as
testified on direct examination. Tne languages other than
Englisk were surmised to be Polish, Vietnamese, snd Spanish, but
there iz no hard evidence of the percentage of persons unabla to
transact Dbusiness in Bnglish or Spanigh, the languagss used by
Respondent 's pergonnel, Ms. Williams was confident that police
statistics would bear out her testimony about the lack of safaty »
irn the subject area. :

Complainant's second rebuttal witness, Raymond E, Makul, is a
principal of the Mount Auburne Group, a consult;ﬁg firm primarily
concerned with energy issues. Mr. Makul’'as educational teraining

! encompasses ehgineering, bhusiness administration, and law. Mr.

1o Makul had two major c¢criticisms of certzin <conclusiens in the
testimeny of Messrs. Manning and Bukowgki, namely that Respondent
identified only one gption versus the status guo and that no
consideration was given to consumer preferencas or to the.

- conseguences of closing the Polk Street office, Other optxons
which could and should have been evaluated include consplidatien
of the three offices jnte cne  Bnd separating activities ingeo
three bases 0f operation. Mr, HMHakul suggested transfer of
engineering and operational activities from the Northeide office
to the Polk Street office or a transfer of marketing from the
Polk Street office to the Horthside office. Thare could be
consolidatien of similar operations without the proposed 50,000
sqguare feet expansion of the MNorthside office. aAny of these
suggestions would mainktain 3 gorparate presence in an
economically disadvsntaged area, Mr. Makul also pointed out that
provision of several alternatives in situations such ag these is
a2 ncrmal business practice.

Mr. Makul further testified that customer service activities
should be treated daifferantly because customer service is
diffarent from most of the other activities in which Respondent
engages., custorers, for example, are unconcaerned with the
iocation of base operations for eng:neering or construction,
However, the customer has a direct interest in the mannar in
which consumer services are provided. Under the present
propesal, customers who prefer face-to-face encounters will have
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gncorpasses bill payment, credit, hill adjystwent, and customer
contect administration is of inmmediaste concarn to the gustomar
who uSes the business office, Respondent is to be compmended if
expenses can pe reducad by consolidation of certain of those
services which 42 nor have an impact on the day-to-day needs of
the subject cemmunity, but & redustion in the quality of service
previded by Respondent to tais community i& not recommended by
this Commission. The Commission intecprets Section 3-115 of <he
Act, which defines ™service" in its broadest sense ag inelusive
of accomcdations afforded customers and redecte the limitatioens
placed by Respondent on the definitien of “"service”. '

In calcuylatin ite savings, Respondent has not taken into
zcoount the use of disposal of the building which houses the Polk
Street office. There has been only limited discussion of its
possible sale, lease, or mothballing, Respondegnt has also
indicated that it dees not intend to reduce the guality of the
service provided to Complainants. Sinuve the Polk Street office
ig utilized by its customers and since closure of the office will
result in inconvenience to those users, the guality of gervice
will indeed suffer. The clesing of the Polk Street affice will
be to the detriment of perscus least able to sustain the loss of
personal contact with Respondent, A limited crew provided at the
present address eor at & proximate Iocation could  mairtain
customer service while allowing Respondent to realigze savings by
=onsolidation of other services nct perceived as esgential as
direet contacr with Respondent's customer service persconnel, The
custemsr services provided at the Polk Street office shcould be
continued " and Respondent should not consoiidate this part of
their operation with the Northside eor the Southside office,

. The Commission, having considered the entire record Lherein
and being fully advised in the premises, is of the opinion and
finds that: &

(1) Commorwealth Edison Company, Respondent herein, is an
Illineis corperation engaged im furnishing electric
service in the State of Illinoiz, as it is authorized to
do, anéd is a public urility within the mezning of
Section 3-185 of The Illinois Public Utilities Act;

(2} the Commission has jurisdietion of Respondent and of the
subject matter herein;

{3) Respondent maintains & business office at 3039 West Polk
Street, chiecago, Iliincls; maintenance of thiz office is
a service ag defined by The Fublic Dirilities Act;

' {4) =Rmespondent propuses to discontinue maintenance of the
eforementicnad Polk Street office;

-11-
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{5) dissontinuance of cuctomer service activities at the

' Tolk Street office will work z hardship on the customers
whe utilize this office fcr bill payment, 1light  pulb
servica, bill agZustment, and Custemer-Respondent
negotiations; ' .

(5) alternative .ocatians are $nconveniently located for
customers presently using the Polk Street officed and
telephonic and mail services will not meet the needs. of
custcemers  without telephones or without £unctional
literacy: '

{7) Respondent should consolidate all other activit.es
possible to effect the savings anticipated but should
maintain personnel at the Polk Street office or at a
proximate location to assure that there is no lessening
of the cuality of secrvice provided to customers now
using the Polk Street cffics.

1T 1S5 THEREFORE ORDERED that Commonwealth Edison Company be,
and the same is hereby, directed to maintain customer service
aotivities st  the Polk Street office or in the alternative,
paintain costomer service activities at a location proximate to
the Polk Street office.

By Order of the Commission this day of oy
1987, .

{SIGNEL)Y MARY B, EBUSHNELL
Chairman

{s 2 A L)

12~

CE 003613




